CLAIMS 

^KV^ \* A method of prioritizing calls connected to an 
^ 2 ' automated telephone system comprising the steps of: 

3 Connecting a plurality of calls to said automated 

4 telephone sys\em; 

5 obtaining caller identifying information from each of 

6 said connected cal^s; 

7 placing eacK or said connected calls on hold; 

8 searching a customer database and identifying a 

9 customer database record coisxesponding to the caller identifying 

10 information for each connected\call ; 

N \ 

retrieving information Yrom said identified customer 

10 database records that is relevant tc\call prioritization; 
x £ creating a call record for ea\;h connected call, each 

llf 1 call record including said caller identifying information and 

IBi said retrieved call prioritizing information-^ 

: : : \ 
: •=? \. 

^ inserting each created call record intto a hold queue; 

lf& and \ 

18 directing a connected call to an available a^ent based 

19 on the retrieved call prioritizing information. \v 

1 2. The method as claimed in claim 1, wherein each said 

2 connected call comprises an incoming telephone call placed by an 

3 interested caller to said automated telephone system. 

\)^P^ 3 " The method as ^ 1 \^ d in claim lf wherein said ste P of 

\l5 



2 ^electing a connected call to direct to an available agent 

3 comprises displaying a list of call records stored in said hold 

4 queue/Niricluding said caller identifying * information and said 

5 call prioritising information for each said connected call on at 

6 least one available agent display and manually selecting a 

7 connected call to direct to said available agent. 
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4. The method as\laimed in claim 1, wherein said step of 
selecting a connected callNto direct to an available agent 
comprises; 

comparing the retrieved call prioritizing information 
stored in each call record with at\east one predetermined 
prioritization attribute; 

arranging the call records in the hold queue according 
to the prioritizing information comparison; a*Ki 

automatically directing a connected call that enjoys a 
highest priority position in said hold queue arrangement to an 
available agent. 

5. Th\ method as claimed in claim 1, wherein said step of 
obtaining calle\ identifying information comprises using an 
automatic number identification (ANI) system to obtain a 
telephone number fror\which the connected call is placed. 



1 6. The method as claimed in claim 1, wherein said step of 

2 obtaining caller identifying ^information comprises using an 



16 



integrated voice response (IVR) system to obtain said caller 
4 identifying information directly from a connected caller. 




A hold queue prioritizing system comprising: 
an automated telephone system; 

a call receiver/director for connecting a plurality of 
calls to sa\d automated telephone system; 

a customer database including a plurality of database 
records, each database record including caller identifying 
information and information relevant to call prioritization; 

a means f o\ obtaining identifying information from each 
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m of said plurality of c^slls connected to said automated telephone 

ru 

lb system; 

W 

ifsp records related to said plurality of connected calls, 

ftJ 

iSp a plurality of call ceiker agent terminals coupled to 

1^ said automated telephone system foryhandling said connected 

16 calls; and 

17 a hold queue prioritizer for Retrieving at least a 

18 portion of said call prioritizing information stored in each said 

19 database record corresponding to each connected call and for 

20 selecting a connected call to direct to an avari^ble agent 

21 responsive to said call prioritizing information, 



at least one hoick queue coupled to said call 
receiver/director, said at l^ast one hold queue for holding call 



8 . The hold queue pr 




g system as claimed in claim 



7 N J\wherein said hold queue prioritizer comprises a hold queue 

J^r^qrd display,, displayed on at least on of said plurality 
of agent terminS±s^sa^€ Ica^ record display including caller 
identifying information arra~£aTr--p^ information for 

each call record in said hold queue and a means^Qr manually 
directing a call to an available agent based on said dismayed 
connected call information. 

The hold queue prioritizing system as claimed in claim 
8, whereiX said displayed call prioritizing information comprises 
raw customer ^formation retrieved from each said customer 
database record. 

10. The hold queue prioritizing system as claimed in claim 
8, wherein said displayed prioritizing information comprises a 
call priority score derived by said ftold queue prioritizer 
responsive to said call prioritizing information retrieved from 
each said customer database record, 

The hold queue prioritizing system as claimed in claim 
10, wherein said displayed call priority score is an absolute 
call prioMty score. 



12. ThAhold queue prioritizing system as claimed in claim 
10, wherein sa\d displayed call priority score is a relative call 
priority score 
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1 \ 13. The hold queue prioritizing system as claimed in claim 

2 7, therein said means for obtaining caller identifying 

3 information comprises an automatic number identification (ANI) 

4 systemV 

1 14.\The hold- queue prioritizing system as claimed in claim 

2 7, whereinNsaid means for obtaining caller identifying 

3 information comprises an integrated voice response (IVR) system. 

^"0^ A system for prioritizing calls on hold and connected 
2 / to an a\iTOmated telephone system comprising: 

m aVcall receiver/director for receiving a plurality of 

Jj calls connected to said automated telephone system and for 

fj directing said plurality of connected calls to a plurality of 

m agent terminals coupled to said call receiver/director; 

ul \ 

g a customer ^database, including customer database 

pjj records including calle\ identifying information and call 

HI prioritizing information; \ 

\h \ 

l|g a hold queue priori\izer, coupled to said call 

11 receiver/director, said hold queVe prioritizer including: 

12 a means for obtaining calJser identifying information 

13 from each of said plurarsi^ty of connected calls; 

14 a means for searching said custodier database to 

15 identifying customer database records 

16 corresponding to said obtained caller identifying 

17 information for each of said pluralityN^f 
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connected calls, and retrieving said call 
prioritizing information from each of said 
mtified customer database records; 
a means fob^creating a call record for each of said 
plurality\>f connected calls, each call record 
including said caller identifying information and 
said call prioritizing information; 
at least one hold queue, Xpupled to said call hold 
queue prioritizer for storing said create! call records; and 

a means for selecting a connectedXall to direct to an 
available agent based on said call prioritizing information . 

^ The. system for prioritizing calls on hold and connected 
to an automa^e4^telephone system as claimed in claim 15, wherein 
said means for selebl^tm a call \o direct to an available agent 

ill 



comprises an on hold ca 
plurality of call records ^tore 
displayed call records inc 



ding caller ic 



redisplay for displaying said 
[aid hold queue, said 

.f ying information 
and call prioritizing information and a means for aT^towing an 
available agent to manually select a connected call to direc^<o^ 
said available agent" based on said displayed call prioritizing 
information . 



1 17. The system for prioritizing calls on hold and connected 

2 to an automated\telephone system as claimed in claim 15, wherein 

3 said means for selecting a call to direct to an available agent 
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4 Comprises a means for automatically directing a connected call to 

5 a\ available agent based on the call prioritizing information 

6 sto\ed in said plurality of call records in said hold queue. 

1 18^ The system for prioritizing calls on hold and connected 

2 to an automated telephone system as claimed in claim 15, wherein 

3 said call prioritizing information corresponding to each said 

4 connected cail comprises raw information retrieved from each said 

5 customer databa\e record. 



1 19. The system Vor prioritizing calls on hold and connected 

m to an automated telephone system as claimed in claim 15, wherein 
RJ \ 

S said call prioritizing information corresponding to each said 

43 connected call comprises \ call priority score derived by said 

m 

Wl hold queue prioritizer responsive to said retrieved call 
prioritizing information for\each said connected call 
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